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rar
' Tfu objectives of this research is to evaluate the efectiveness of the information system at
P..erq1/*a State Life Insurance Companyfrom the management, user and E.D.P. stalf point of
frr
W perforrnance'of ISfrom All respondent viewpoints in average is below their expectation
U,lfi bd still over the average of overall evaluation of IS. Positive perceptual gap is only four
dbt* sd correlation of this gap ta overall evaluation of existing IS is positive and weak, and
fi cnglr factors classified as "Poor". Perceived performance of IS from IS staff viewpoints in
gE below their expectation to IS, but still over the average of overall evaluation of IS. There
urfrdhepositive perceptual gaps, and correlation of this gap to overall evaluation of existing IS
ffinilffi€ and moderate, and nofactors classified as "Poor".
Puceived perfonnance of IS from Users viewpaints in average is below their expectation
lffi fusnll over the average of overall.evaluation of IS. There are three positive perceptual gap,
d wrdation of this gap to overall evaluation of existing IS is positive and weak, and only
,Mfuors classified as "Poor".
C-orrelation analysis between IS staff and Users, according to their expectation and
greld pdorrnance of information systems eoncluded that all factors are positively correlated.
M*eion between IS staff expectation and perceived performance (IS stalf satisfaction) and
ccton between Users u,pectation and perceived performance (Users satisfaction) are positive
d *urg , with correlation scores are 0.76 and 0.78. Correlation between IS staf expectation
d Lfus perceived performance (IS provides capabilities) is positive and weak, with correlation
wul-v0.36.
'1s a results of extraction and rotation of factor analysis, from 38 factors to measured
and perceived performance, there are four expectation and performance factors must
bwidered..
W : Effectiveness, Infurmation system, Expectation, Perceived performance, Overall
ffiion, Gap analysis, Conelation analysis, Factor analysis.
l- Introduction.
Jiwasraya State Life Insurance Company is one of the oldest and biggest life insurance
fuFni€s in Indonesia. Computer based information system at Jiwasraya State Life Insurance
h 
' 
y started in 1974.
LL Problem statement.
h the early development of the information system at Jiwasraya State Life Insurance
@my, staff of EDP Department assisted by a consultant from IBM Indonesia, developed Policy
' ed billing system to support Head office administation. Due to the global competition, in
m fre nurnagement of the company decided to implement a global standard information system
Gd by other life insurance companies, from Singapore. Until now nobody in the company has
, rn fte effectiveness of the existing information system used to supporr rhe whole
rhni:<tation activities. Management and users of the existing system also need to know whether
fu c*isting system supplied enough information to support the process of decision making in their
ilmge'nent activities at the Head Office, Branch Offrces and District Offices throughout
rnrlrr+xia. Managers and staff of the EDP department also need to know whether that existing
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have appropriate instruments whereby it can measure the effectiveness of IT organization."
Summaries from this statement, to evaluate the effectiveness of the information system, must
measure the user information satisfaction. The lnformation System function of an organization isinvolved in the development, implementation and mainienance of numerous information
technol o gies/systems.
Remenyi (1 995,p1 19) state
User information satisfaction (UIS) is recognized as an important indicator of Management InformationSystem effectiveness. This involves incorporating user feilings, beliefs, opinions aid attitudes towardInformation Technology into the evaluation procedure. I-n' the context of Information system
effectiveness' itis generally believed that ifusers declare themselves to be satisfied with the systen\ thenth,e system may be said to be effective. User satisfaction is generally considered to result from iomparison
of user expectations of the fformatlol Systgm with the perceived ierformance of the Information Systemon a number of diff#ent facets of the Information System. More specificatly, overall aftitude to theInformation System function can be considered to be influenced 6y the size ano direction of thediscrepancies between expectations and performance. A positive or negative gap resutts when perceivedperformance xceeds or bellows expectation. A large 'positive' gap can be interpreted as indicating thatInformation System resources are being wasted, i*'heieas a targe 'negative' gap indicates a need forimproved performance.
UIS (User Information Satisfaction) is considered to be influenced not only by post implementation
experience with the Information System but also by pre-implementation 
"*p""t"iion of the InformationSystem. In this approach, UIS is measured by the discrepancy betrveen the Users perception score oftheInformation System performance and the Users expectation score of the Information Sysiem.,'
Regin (1992,5) on Neuman W. Lawrence (2000,149) states
"Qualitative researchers tend to use a 'case-oriented approach that places cases, not variables, centre
stage' They examine a wide variety of aspects of ote or u few cases. Their analyses emphasize
contingencies in 'messy'natural settings (i.e-, the co-occunence ofmany specific factois and events in
one place and time)."
Leedy, (1997,p157-158) state \
" Case studies are a type of qualitative resegrch in which the researcher "explores a single entity orphenomenon ('the case") bounded by time ani'ectivity (a program, event, process, institutiin, or socialgroup) and collects detailed information by us\ng a vuriety of data coliection procedures during a
sustained period of time. Almost any phenomenoir can be examined by means of thi case study method.
whereas some researchers focus on the study o$ne case because of its unique or exceptionaiqualities;
other researchers study multiple cases to makecomparisons, build theory and propose generalization.,,
From this article we summarized that, on case study we will explore a'single lntity or phenomenon
and bounded by time and activity, and we must collect detailid informaiion through,a variety ofdata collection activity. The purpose of case study is conducted to shed light on 
" 
pt"rro-.rron, beit a process, event, person, or object of interest to the researcher. A case 
"onititut". a singleinstance of the phenomenon.
A comprehensive d finition of factoranalysis was provided by Reymont and Joreskog (1993,71):
" Factor analysis is a generic term that we use to discribe u nurnb", of methods designed ti analyzeinterrelationships within a set of variables or objecrs [resulting in] the constmction of a fiw hypothetical
variables (or objects), called factors, that are supposea to .ont-"inih. essential information in a'larger set
ofobserved variables or objects...that reduces the overall complexity ofthe data by taking advantage ofinherent interdependencies [and so] a small number of factors will usually account -for 
"pp-**i."t"ty tt "same amount of information as do the much larger set of original observations."
Factor analysis reduced the large amount of variables into small amount of variables, by extracting
rnd rotating the matrixes of the components and selecting the factors for a certain eigenvalues.
3. Methodology.
In this research, the information system effectiveness i  measured through user information
satisfaction' Data are collected from respondents at Head Office and Bra-nch Offices, thenpoceeded using three types of analysis : Gap analysis,Correlation a alysis and Factor analvsis.
3.1. Gap analysis.
Expectation and performance rating are obtained from both IS specialist and users. Gap
rnalysis calculates and draws a graph of gap between expected and perceived performance ofinformation system from different point of viiw as explain- on several fig*"r. Arithmetic means
md standard deviations of expectation, perceived performance, and peiceptual gap of existing
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factor analysis of the 38 performance ratings classified into seven dimensions of user satisfaction
mderlying the responses to these 38 questions, each dimension consists of several factors :
Factor analysis using SPSS statistical software program facility used to reduce the entire factors
with eigenvalue more than.l.00, and then extracted by principal component analysis and rotated the
matrix using varimax method.
4. Analysis And Findings
-{nalysis of the instrument.
Two tests, based on assumptions of independent and normally distributed responses, were
carried out.Firstly, the reliability of the set of performance ratings was measured by calculating
between and within respondent variability. The one-way analysis of variance procedure yielded a
tighly significant F-ratio. Using Variance check facility of STATGRAPH statistical software
trogram, the value for three tests are :
Cochran's C test: 0.644758
Hartlett's test: 1 .02469
Hartley's test: 1.8 1499.
and p-value : 0.1 17383,
and p-value = 0.245704, and
Since the smaller of the p-value is greater than or equal to 0.05, there is not a statistically
dgnificance difference amongst the standard deviations at the 95.00 0/o confidence level.
Secondly, a composite measure, being the arithmetic mean of the 38 performances rating for each
-spondent, 
was calculated. These value were analysed to compare between IS staff respondent and
Users r spondent, as explain on question no 80, current job position of respondent. Variance
malysis again yielded a highly significant F-ratio 11.88 and a reliability coefficient of correlation
for the overall instrument is 0.7981. The measures of reliability give encouragement o the notion
ilat this set can be used as an overall measure of IS effectiveness.
4"1. Gap analysis.
Gap analysis between perceived performance of existing IS and expectation of information
5!5tem are computed to All Respondents, IS staff respondent and Users respondent and explain on
several tables and figures..
4.1.1. Performance and Expectation Grid.
Average of all data expectation and performance on this research is 5.50.Performance and
arpectation grid consists of4 quadrant as explain on figure 2.
As shown on Figure.2. there are 12 factors on quadrant 1 (low means expectation (< 5.50) and
low means performance (< 5.50), consists of : Top management involvement, Users understanding of
sFterns, IS staff effort to create new systems, Overall cost effectiveness, Using steering committee, Volume
of output information, Responsiveness to users needs, Short lead time for new systems, Low percentage of
H#Sw downtime, Cost effectiveness of EDP, Users feeling of participation, and Degree of personal control
As shown on Figure.2. there are 15 factors on quadrant 3 (high means expectation(>: 5.50)
and low means performance(< 5.50)), consists of : Inquiry systems, Strategic plan for IS
development, Processing of request, Exception systems, User-oriented systems analysts, Positive
attitude of IS personnel, Communication of IS staff & users, User confidence in systems,
Flexibility of data and reports, Quality of IS staff, Efficient running of systems, IS support for new
system proposal, Setting of systems priorities, Effective training programs for users, and Easy of
access
As shown on Figure.2. there are I I factors on quadrant 4 (high means expectation(>= i.50)
and high means performance(>: 5.50)) , consists of: Data security and privacy, Accuracy of output
information, Improving of new systerns, Availability of reports, Completeness of output information, Modern
database technology, Relevance of output contents, Up-to-datedness of information" Analysis systems,
Monitoring systems, and Technical competence of IS staff
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Hw/Sw downtime(l3 ), Users feeling of participation(22), and Degree of personal control(2l )
From this analysis, ail respondent feels from existing information systems these 8 factors still
unsatisfied to them, and other 30 attributes are "Good" and satisfied to them.
4.1.4. Comparison of performance to overall evaluation.
Comparison of mean performance with Overall evaluation and All data average are
explained on several figures. The overall evaluation score is the average results ofthe question ask
rn part E of the questionnaire. The overall evaluation score in this research is 4.4i. The all data
"""*g" 
is the ariihmetic mean of all the attribute performance scores for the entire questionnaire.
the ail data average scqre is 5.39. All perceived performance are above of the overall evaluation,
i15 means overall evaiuation of respondent below the average perceived performance of
:espondents to each factors in the questionnaires. Its means the scoring for overall evaluation from
respondent below the scoring for each factors of the information systems.
4.2. Correlation and Regression Analysis.
The correlation and Regression analysis among IS staff and Users perception o.f
:-rp€ctation and perceived performance of existing information systems are measured through six
::rction as:
. ISstaffsatisfaction,
o Importantly of IS for the business,
. IS provide caPabilities'
. IS staff aware of organizational needs,
r How is ISD performing, and
. Users satisfaction.
liese correlation between the 38 items arithmetic means expectation and arithmetic means
sformance for IS staff and lJsers, provide a quick and reliable method for assessing the overall
.;.*ti1,.n"rs of the IS function. These correlation score are explain on Table3. The output from
rngle regression from each means from the IS staff and users viewpoints shows the results of
:Jtg ai a linear model to describe the relationship between each variable to other variable.
1;atter diagram ofeach relationship are explain on several figures.
LLl. Comparison of IS staff and users means expectation
*.:srrlts of calculation of data IS staff and Users expectation using Statgraphic plus.
li u % confidence interval for mean of IS staff expectation ; 5.89 +l- 0.12.
9: .U ",,0 confidence interval for mean of Users expectation ; 5.59 +/- 0.09.
g5.0 % confidence interval for difference between the means; 0.30 +/- 0.16.
Su-i hlpothesis : mean L : mean2, and alternate hypothesis meanl NE mean2, assuming equal
{ir:ances, t:3J6 and p-value : 0.000333.
T-reble for df = 36 and o 0.025 two tail is 2-34-
frcre is a statistically significance difference between two means at the 95.0 
o/o confidence levels.
P-rrftre below 0.05 indicate significance difference between two means.
{.l-LComparison of IS staff and users means performance.
95 0 
"'o 
confidence interval for mean of IS staff performance ; 5.80 +/- 0.09.
96 S 0/6 confidence interval for mean of Users performance ; 5.29 +/- 0'08'
q,f 
.0 96 confidence interval for difference between the means; 0.51 +/- 0.12.
lr*ufr hypothesis : meanl : meanl, and altemate hypothesis meanl NE mean2, assuming equal
mmmrces, t:8.M and P-value = 0.000
T-obtre for df : 36 and a 0.025 two tail is 2.34.
T63 is a statistically significance difference between two means at the 95.0 o/o confidence levels.
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ni*ility in the original data. The ratio of eigenvalues is the ratio of explanatory importance ot
r& bctois with respect o the variables. If a factor has a low eigenvalue, then it is contributing little
t; fu explanation of variances in the variables and may be ignored as redundant with more
Ictant factors.
The first step on factor analysis process is create a correlation matrix, and look at Kaiser-
ml;3r4lkin value. if *r" KMO value above the 0.50, we continue to proceed factor analysis' In
, ceses the KMO value is 0.548, so we continue to the next step.
!& rxt step, we extracted the matrix using principal method, then retain only factors with
q*tu" more than l. In this research, from 38 factors, there are 11 factors with eigenvalue
mctban 1,





EilGo.4o oh of variance)




ottp", *f6rmation iquestion !t) 0.714 0.1489
iffiless of output information(question ?6) 0.641 0.2163
Ez'l Ygl "t" otvariance)
ffi;tan for IS development(question 1!) 0.676 0.2638 ***
ffi of systems priorities(question 28) 0.719 0.1463
ffiriance)
**xw of data and reports(question 23) 0.670 0.25' l l  ***
ts 5 z (7.64 7o of variance)
tdrcess (question l0) 0.735 0.0706
r.-  3. r g <7 o/^ of veriance)
dm of lS staf(question 2) 0.716 -0.t421
ffi,i-t.nmetence of IS staff(ouestion 15) 0.708 0.0013
-t: 
(28.98 7o of variancq)
@fi"ge of HWSW downtime(question 13) 0.756 0.2106
h *r frctors of LS. expectation , there are two factors have moderate correlation to overall
ilt'rim, there are Strategic plan for IS development (factor 19) and Flexibility of data and
ryfb,"- 23). If these ten factors rotated using varimax method, the results are same, only
ffifui* retain for the next analysis. Then these factors will be analysis with full regression and
f ,.g.".ion, to find the imiortant factors in this measurement to IS effectiveness 
as explain
nreltrbles.
tr& frcor Analysis of IS performance'
TLis pocedure performs a factor analysis. The purpose of the analysis is to obtain a small
dgctors, which account for most of the variability in the 38 variables. In this case from
h, 7 factors have been exfiacted and had eigenvalues greater than or equal to 1.0'
E oty the first seven are extracted for analysis because, under the Extraction options,
3m mla to extract only factors with eigenvalues of 1.0 or higher.
b@ account for 74.69%o f the variability in the original data'
b $; of factor analysis is create a correlation matrix, and look at Kaiser-Meyer-Olkin
mft KMO value above the 0.50, we continue to proceed factor analysis. In this cases the
fu is 0-789, so we continue to the next step'
Tb ucxt step extractions of the matrix using principal method then retain only factors with
we than l.
Table. 3 Factor analysis of IS performance scores.
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indicated negative gap between performance and expectation. Its means the performance of the
existing information systems not satisfied to their expectation on information systems. From
the IS staff viewpoint, there are twelve attributes with positive perceptual gap, and from Users
viewpoints there are only three attributes with positive perceptual gap.
2. As a results of correlation and regression analysis to IS staff and Users expectation and
perceived performance of existing information systems, there are indicated that performance
score from Users almost below than expectation or performance from IS staff.
3. Comparison means values between IS Staff expectation to IS and Users perceived performance
of existing IS concluded that Users perceived performance are below the expectation from the
IS staff viewpoints. The means of expectation and perceived performance form IS staff and
users viewpoints are significantly difference at 95.0 o/o confidence levels.
4. As a results of factoi analysis, from 38 factors of expectation and performance, there are four
factors to be followed for improving the performance of existing systems. These four factors
are : Strategic plan for IS development, Flexibility of data and reports, Exception systems, and
User-oriented systems analysis.
5. The age of respondent as a non-gap variables significantly affecting the overall evaluation to
existing information systems.
6. The average overall evaluation score of existing information systems are below the all average
and performance scores from the respondents
7. Comparison between expectation and perceived performance from Users and IS staff
viewpoints, concluded that Users less satisfied than IS staff to existing information systems.
6. References
tl] Bernadette Szajna, and Richard W. Scamell , "The Effects of Information System User
Expectations on Their Performance and Perceptions;; MIS Quarterly 17(4); pp. 493-516.
URL :http ://www.misq.org/arcchivisuhome.html
t2l Del-one, William H. and Ephraim R. Mclean, "Information Systems Success: The Quest for
the Dependent Variable," Information Systems Research,Yol. 3, No.l, March L992,pp. 60'
95.
URL :http ://dmsweb.badm.sc.edu/grover/isworld/index.htm#Del2
t3] Detmar Straub, "Validating Instmments in MIS Research u, MIS Quarterly
June, 1989, Vol. 13, No 2, pp 147-169.
URL :http://www.acs.uc algary.cal -nervsted/q5200.htm
t4] Kyu Kim K, User Information Satisfaction : Towards conceptual clarity, Proceedings of the
11'n ICIS, December 1990.
t5] Lawrence, Neuman W,Social research method, forth edition, Allyn and Bacon, University of
Wisconsin at Whitewater, 2000
t6l Leedy Paul D., "Practical research: Planning and design, Prentice-hall,Inc.(1997), pp.l57-
158
I7l Miller J, Doyle B A, Measuring the ffictiveness of computer-based information system in
thefi.nancial sector,, MIS Quarterly, March 1987.
t8l PeterNewsted, Sid Huff & Malcolm Munro,ISWorldNet site
URL :http ://dmsweb.badm.sc.edu/grover/isworld/surwes.htm
t9l Post, Gerald V. , Kagan. Albert and Lau. Kin-Nam, A Modeling Approach to Evaluating
Shategic Uses of Information Technology, Journal of Management Information System
Vol. 12 No. 2. Fall 1995 pp. 161 - 187
URL : htrp://rmmjava.stern.nyu.edu/jmis/articleslvl2_n1 pl6llindex.html
[10] Remenyi D,Money A, Twite A, Efective mecrsurement and management of IT costs and
b enefits, Oxford, Butterworth-Heinemann, 199 5 .
tl1l Reymont, R., & Joreskog, K.G. (1993). Applied factor analysis in the natural sciences. New
York: Cambridge University Press.
URL : http://www.statsoft .com/textbook/stfacan.html#sundries
tlzl William J. Doll and GholamrezaTorkzadeh, "The Measurement of End-User Computing
Satisfaction", MIS Quarterly, Jun, 1 98 8, l2(2), pp 259 -27 4.
866I ' uoqlpa {9319'cu1'11111
-/!\erDcw luarua3euul41 o1 sqceo:ddy arrrlelquun| 'utqna 'S p!^eCI 'ur,ra1 'I pJ?qclx lt)
0002'l{BH'ec4ueld 'ualsds uoueulrorul luauraseue;41;:rtrff1:r1#Tl;Tlil:fr tql
-ur/r { 'spoq}aur uSrsap ue srs,(1eue sualsfg 'da11uag'q aruuo1 'uapnry1 '1f,ag;ag tE]
1661 'urnrnbolloC r{cJsesa1 loor{cs sseursng pJe^JsH 'spoqlaru qcJuasel
aru1e11en| : a8ualleqc qcJeesoJ surals,$ uoq?uuoJul aql .scuaIl\eT 'U,ln?d 1{seJ 'I seul?f tl]
I^LlH'eJ3/nuelnJ/lou'aecua I ffuq : T[n t66 I
,irenuel 'flrsrerrtu61 l {Tv sexol'qceorddy peurug-1qEru V :,qlplle1 eJocs e}enls^g
ol IooJ e se (ygg) srs,(1euy rolcuJ,ftoleroldxE ut sldecuo3 atseg ' uololdsls 'e eluuoJ tE]
prlq'egcd7g60zds/'UgI IWnS/SASUnOC/IUdSCV/ne'npe'nu"'€pss//:dlrq: TUn
6697' .Q1snllun aqo{ e1 'sts,{1euy Jo}cEC pue sluauodruo3 ledtcuu6' zlo€rC UEI;A tel
666I''arode8urg'suoqtpg puoqeluattq IIIH-/r\uJOoI^{''sese3 pue lxel
: luoue8eueu ura1s,{g uoquuuoJlll elerodro3 '1 1,(euua;1cry 'th J uelrEJcIAI 'yq 1 ele8addy tt]
'fqdur8o11q1g
'ullq' S0g0bi?ets.^\au-/"c',{:e31ecn'scu'lvrw76d11q: TUO
Z00Z snfsnEy ZZ- lZ 'Eus{ef '?urrepeung sslrsralrun untrolrpnv
(ZOOZ Ultntg;) ue[1a1u1 urolsls uep raln&uoy's8urpaocor4 9V-d
